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1 Introduction 

What is in this document 
The Digital Support Technician – Digital Applications Technician Standard 
Roles and responsibilities of end-point assessment 
End-point assessment tasks and guidance on grading 

 

Entry for assessment and certification  

The City & Guilds Independent End-point Assessor will submit the apprenticeship results to the City 
& Guilds End-point assessment team.  City & Guilds will issue an End-point assessment completion 
confirmation and will notify the appropriate body who will issue the Apprenticeship certificate. 

Security, confidentiality and copyright of End-point Assessment materials 
The following Terms of Use apply to the use of any City & Guilds EPA Assessment Materials (“EPA 
Assessment Materials”), included with the EPA Pack or otherwise provided by City & Guilds to the 
Customer from time to time under City & Guilds’ EPA Service, by Customers. They form part of the 
Agreement between City & Guilds and the Customer for provision of City & Guilds’ EPA Service in 
accordance with the Manual for the End-point Assessment Service (hereafter the Manual). 

 

EPA Assessment Materials include, but are not restricted to, venue and resources list, the 
handbook, EPA Pack, EPA Recording Forms, sample papers, assessment tasks, questions or marked 
scripts.  

 

Customers are obliged to comply with these Terms of Use when using any EPA Assessment 
Materials from time to time, in addition to: 

• the terms of the licence for use of City & Guilds Materials set out under the Manual;  

• (where any EPA Assessment Materials are dated examinations), the City & Guilds 

invigilation instructions; and  

• any conditions contained in a document itself. 

 

Defined terms in these Terms of Use shall have the meaning given to them in the Manual.  

 

Terms of Use 

The Customer shall, and procure that the Customer’s staff shall: 

• only use any EPA Assessment Materials for the purpose of formal, summative EPA 

assessment in connection with the Agreement and not for any other purpose (including, 

but not restricted to, teaching, revision, as practice assessments or for commercial 

purposes); 
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• not make copies of any EPA Assessment Materials, whether in whole or in part, at any 

time;  

• handle and store any EPA Assessment Materials securely at all times;  

• ensure that:  

• any EPA Assessment Materials are made accessible to Apprentices only during 

formal EPA assessment as governed by the assessment conditions specified for the 

individual Apprenticeship Standard; 

• whilst the portfolio of an Apprentice may contain EPA assessment results referenced 

to the EPA assessment taken from time to time, they do not at any time contain the 

EPA Assessment Materials, unless otherwise stated in the individual Apprenticeship 

Standard; and the content of any EPA Assessment Materials is not made public in any 

format, whether in part or in full, at any time; 

• under no circumstances share any EPA Assessment Materials with any third-party 

organisation or individual; 

• seek written permission from City & Guilds if they wish to convert any EPA Assessment 

Materials for storage, retrieval and delivery in electronic form (ie, using some form of e-

assessment or e-learning system) from time to time; and  

• provide access, on request, to City & Guilds to any system(s) on which any EPA Assessment 

Materials appear, are stored or delivered from time to time. 
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2 Digital Support Technician Apprenticeship Standard 

The following information is taken from documentation published on www.gov.uk and 
www.instituteforapprenticeships.org websites. 

 

Occupational Profile  

This occupation is found in organisations, large and small, in all sectors, and within public, private 
and voluntary organisations. Organisations of all types are increasingly applying digital 
technologies across all their business functions to maximise productivity. The demand for people 
who can support and implement these digital operations and digital transformation projects is 
increasing. Similarly, organisations of all types are increasingly supporting their service users 
though online and digital channels, as they develop omni-channel approaches to meeting customer 
needs, defect traditional telephone and face-to-face contacts and to reduce costs. 

The broad purpose of a Digital Support Technician is to maximise the effective use of digital office 
technologies, productivity software, digital communications, including collaborative technologies, 
and digital information systems to achieve objectives. In their daily work, Digital Support 
Technicians interact with a wide variety of internal or external users of digital systems, through 
digital channels, by phone and/or face to face. 

Digital Support Technicians have the following levels of responsibility: 

• Autonomy: working under general direction, using discretion in identifying and responding 
to complex issues and assignments, usually receiving clear instructions and having work 
reviewed at frequent milestones, and determining when issues should be escalated to a 
higher level. 

• Influence: interacting with and influencing others, having working level contact with 
colleagues or customers, and may supervise others or make decisions which impact the 
work assigned to others or to other phases of projects. 

• Business: contributing fully to the work of teams, planning, scheduling and monitoring their 
own work within limited deadlines and according to relevant legislation, standards and 
procedures. 

The Digital Support Technician Standard has a Core and Options structure.  Apprentices will need 
to complete the Core and one of the following Options: 

• Digital Applications Technician 

• Digital Service Technician.  

This pack covers the role of the Digital Applications Technician. 

A Digital Applications Technician helps their organisation and its internal users to maximise the 
use of digital technologies and adapt to and exploit changes in technology to meet organisation 
objectives and maximise productivity ensure effective use of digital office technologies, 
productivity software, digital communications, including collaborative technologies, and digital 
information systems to achieve objectives. 

http://www.gov.uk/
http://www.instituteforapprenticeships.org/
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Typical Job Roles for Digital Applications Technicians: Digital Coach, Digital Transformation 
Associate; ICT Support Analyst, Digital Champion, Database Administrator, Data Administrator, IT 
Operations Technician, Digital Applications Specialist and Digital Systems Operator. 

Entry Requirements  

Individual employers will set the selection criteria, including relevant qualifications and experience. 
The apprentice is likely to be required to demonstrate an aptitude for functional maths and 
competence in written and spoken English. 

 

Standard and Assessment Methods 

   

Ref Core Technical Skills Assessment method and minimum requirements 

S1 Digital technologies:  

Can use a range of digital office technologies, 

including collaborative tools, appropriately for 

internal and external communications, 

including, for example, office suites, 

conferencing facilities and mass email tools; 

survey tools; social media tools for business; 

SMS; live chat and video chat; web 

conferencing to support the delivery of 

services and to share information with 

customers and colleagues. 

Case Study Presentation and Interview  

Apprentices can use a range of digital office technologies, 
including collaborative tools, appropriately for internal and 
external communications. 

 

 

S2 Data management:  

Can use data systems effectively, appropriately 
and securely to meet business requirements 
and in line with organisational procedures and 
legislation. 

Interview  

Apprentices can use data systems effectively, appropriately 
and securely to meet business requirements and legislation. 

S3 Digital security:  

Can apply information security principles to 
information transfer, deletion, storage, usage 
and communications – using mobile devices 
where appropriate. 

Case Study Presentation and Interview  

Apprentices can apply information security principles to 
information transfer, deletion, storage, usage and 
communications. 

S4 Digital services support: 

Can respond appropriately and effectively to 
internal or external enquiries; providing support 
and information using utilising digital channels 
where appropriate and responding according to 
organisation protocols. 

Case Study Presentation and Interview  

Apprentices can respond appropriately and effectively to 
internal or external enquiries. 

S5 Digital Information Management Systems: 

Can operate a range of digital information 
systems and tools to maintain information and 
to support service delivery, whether: 

• Client Management Systems (CMS) 

• Customer Relationship Management 
systems (CRM) 

• Finance or human systems; or  

Interview  

Apprentices can operate a range of digital information systems 
and tools to maintain information and to support service 
delivery.  
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Ref Core Technical Skills Assessment method and minimum requirements 

• Other bespoke digital systems or 
databases. 

This includes: 

• searching, storing, integrating and 
organising data 

• data entry and maintenance 

• data modelling 

• relationship modelling; and  

• data analysis to identify trends and 
insights. 

S6 Communication:  

Can communicate effectively in writing, 
verbally and face to face appropriately through 
different digital channels, including e mail, 
telephone and collaborative technologies, 
including digital specialists and others, using 
technical terminology and non-technical 
terminology as appropriate, whether for 
internal or external communication. 

Interview  

Apprentices can communicate appropriately and effectively in 
writing, verbally and face to face through different digital 
channels, whether for internal or external communication. 

  

S7 Digital learning:  

Can study using digital resources to extend 
knowledge and skills in the use of new digital 
systems or features and other skills. 

Interview  

Apprentices can study using digital resources to extend their 
knowledge and skills in the use of new digital systems or 
features and other skills. 

S8 Organisational policies and standards:  

Can operate in line with organisational polices, 
standards, legislation, professional ethics, 
privacy and confidentiality and knows where to 
source these and when and how to escalate any 
issues. 

Interview  

Apprentices can operate in line with organisational polices, 
standards, legislation, professional ethics, privacy and 
confidentiality. 

Apprentices know where to source these requirements and 
when and how to escalate any issues relating to them. 

S9 Thinking skills:  

Can think logically and creatively to resolve 
digital problems. 

Case Study Presentation and Interview  

Apprentices can receive information from a manager, 
customer or technical specialist and interpret the information 
to resolve digital problems. 

S10 Business and decision-making skills:  

Can demonstrate an understanding of the 
organisational impact of decisions that they 
take. 

Case Study Presentation and Interview  

Apprentices can demonstrate a clear understanding of the 
impact of their decisions on the organisation.   

S11 Continuous improvement:  

Can effectively use complex management 
information systems to drive productivity and 
performance of self and department, whilst 
proactively looking for ways to develop digital 
systems and processes to drive efficiency. 

Interview  

Apprentices can use complex management information 
systems to effectively drive productivity and performance of 
themselves and their department. 

Apprentices will proactively look for ways to develop digital 
systems and processes to drive efficiency. 

S12 Teamwork:  

Can competently use digital technologies to 
operate effectively as part of a team, and with 

Interview  

Apprentices can competently use digital technologies to 
operate effectively as part of a team, and with other 



 

 

 

10 City & Guilds Level 3 End-point Assessment for Digital Support Technician – Digital Applications Technician 
(9700-12) – Provider and Employer Pack 

Ref Core Technical Skills Assessment method and minimum requirements 

other stakeholders, enabling sharing of 
information and best practice. 

stakeholders, enabling sharing of information and best 
practice. 

S13 Work environment:  

Can maintain a productive, professional and 
secure working environment. 

Interview  

Apprentices can maintain a productive, professional and 
secure working environment. 
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Ref Core Technical Knowledge and 
Understanding 

Assessment method and minimum requirements 

K1 Understands the most common digital office 
technologies, including collaborative tools, that 
are used by organisations for internal and 
external communications and best working 
practices. 

Knowledge Test  

Pass/Fail at 65% overall 

 

K2 Understands modern digital infrastructure 
including computer systems fundamentals 
including physical, virtual and cloud; physical 
systems including hardware peripherals; 
operating software and software devices; 
servers; the internet of things; networking 
fundamentals; virtualizing technologies and 
cloud. 

Knowledge Test  

Pass/Fail at 65% overall 

 

K3 Understands the importance of and the 
technologies for backing up data securely. 

Knowledge Test  

Pass/Fail at 65% overall 

K4 Understands how to apply the processes and 
procedures for the secure handling of data. 

Case Study Presentation and Interview  

K5 Understands the concepts and fundamentals of 
data, including searching, storing, integrating 
and organizing data; how organisations use 
various types of data; the key features and 
functions of information systems; data formats 
and their importance for analysis; data entry and 
maintenance, visualization and presentation of 
data; data modelling; relationship modelling 
and data analysis to identify trends and insights. 

Knowledge Test  

Pass/Fail at 65% overall 

and Case Study Presentation and Interview  

Apprentices should develop a sound understanding of known 
security threats and how they can be mitigated. 

K6 Understands the organisational importance of 
information security and its management 
including following policies and procedures and 
key legislative requirements. 

Knowledge Test  

Pass/Fail at 65% overall 

K7 Understands the major types of threats and risk 
that apply to any organisation with a working 
understanding of those that apply to their role 
and the associated best practice for their own 
secure working. 

Knowledge Test  

Pass/Fail at 65% overall 

K8 Understands operational aspects of risk 
including maintaining steady state/business as 
usual security principals for individuals and 
systems including personal data, access, identity 
management, encryption and passwords 
aspects of risk. 

Knowledge Test  

Pass/Fail at 65% overall 

K9 Understands the individual and company risks, 
responsibilities, and requirements in relation to 
legislation, professional ethics, privacy and 

Knowledge Test  

Pass/Fail at 65% overall 
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Ref Core Technical Knowledge and 
Understanding 

Assessment method and minimum requirements 

confidentiality and the implications for their 
role. 

K10 Understands the principles behind an 
organisation’s digital presence and delivery and 
the techniques required to maintain this and 
how to represent and safeguard the brand and 
reputation in relation to the digital offer. 

Knowledge Test  

Pass/Fail at 65% overall 

K11 Understands how best to communicate using 
the different digital communication channels 
and how to adapt appropriately to different 
audiences. 

Case Study Presentation and Interview  

Apprentices should develop a sound understanding of known 
security threats and how they can be mitigated. 

K12 Understands the limitations and extent of the 
internet to be able to connect to, research, 
locate and access information securely. 

Knowledge Test  

Pass/Fail at 65% overall 

K13 Understands how to plan and organise own 
learning activities to maintain and develop 
digital skills. 

Interview  

Apprentices should develop a sound understanding of known 
security threats and how they can be mitigated. 

K14 Understands the importance of effective time 
management and the need to prioritise 
effectively. 

Case Study Presentation and Interview  

Apprentices should develop a sound understanding of known 
security threats and how they can be mitigated. 

K15 Understands the need for continuous 
improvement with the application and use of 
digital technologies and how this benefits the 
organisation. 

Knowledge Test  

Pass/Fail at 65% overall 

K16 Awareness of current, emerging and fringe 
digital technologies and the implications for 
work. 

Knowledge Test  

Pass/Fail at 65% overall 

   

 
  



 

 

 

City & Guilds Level 3 End-point Assessment for Digital Support Technician – Digital Applications Technician 
(9700-12) – Provider and Employer Pack 13 

Ref Digital Applications Technical Skills Assessment method and minimum requirements 

S14 Digital technologies:  

Can apply sophisticated digital technologies 

effectively to achieve objectives. 

Interview  

Apprentices can apply sophisticated digital technologies 
effectively to achieve objectives. 

S15 Information Systems:  

Can monitor and operate complex information 
systems. 

Interview  

Apprentices can monitor and operate complex information 
systems. 

S16 Digital Implementation:  

Can support digital operations and/or digital 
change and transformation by championing and 
demonstrating best practices. 

Interview  

Apprentices can support digital operations and/or digital 
change and transformation by championing and 
demonstrating best practices. 

S17 Digital problem solving:  

Can identify and resolve digital problems 
independently for self and colleagues to 
maintain productivity and improve quality of 
service. 

Interview  

Apprentices can identify and resolve digital problems 
independently to maintain productivity and improve quality of 
service for self and for colleagues. 

S18 Digital Skills Support: 

Can coach and guide less experienced 
colleagues to develop their digital skills and to 
use digital systems effectively. 

Interview  

Apprentices can coach and guide less experienced colleagues 
to develop their digital skills and to use digital systems 
effectively. 

S19 Productivity software:  

Can use a range of digital applications 
appropriate to the role to create, update, edit, 
manage, analyse and present data and 
information. 

Interview  

Apprentices can use at least three digital applications 
appropriate to the role to create, update, edit, manage, 
analyse and present data and information. 

S20 Working with colleagues:  

Can work with internal colleagues across the 
organisation – whether digital specialists or 
otherwise. 

 

Interview  

Apprentices can work effectively with internal colleagues 
across the organisation – whether digital specialists or 
otherwise 
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Ref Digital Applications Technical 
Knowledge and Understanding 

Assessment method and minimum requirements 

K17 Understands the most common digital office 
technologies, including collaborative tools, that 
are used by organisations for internal and 
external communications and best working 
practices. 

Knowledge Test  

Pass/Fail at 65% overall 

 

K18 Understands the main features and benefits of 
digital information systems and how these are 
used to maintain information and to support 
service delivery and best working practices. 

Knowledge Test  

Pass/Fail at 65% overall 

 

K19 Understands the basic working practices for 
productive use and maintenance of business 
hardware, software and networks. 

Knowledge Test  

Pass/Fail at 65% overall 

K20 Understands agile methodologies and work 
practices, Continuous Innovation with 
Continuous Development (CIDC). 

Knowledge Test  

Pass/Fail at 65% overall 

K21 Understands how organisations incorporate 
digital technologies into key business functions, 
such as finance, sales and marketing, operations 
and HR and the implications for their role. 

Knowledge Test  

Pass/Fail at 65% overall 

 

K22 Understands how to assist with digital 
operations and digital change projects. 

Knowledge Test  

Pass/Fail at 65% overall 

K23 Understands how to train and support internal 
colleagues to make the best use of the 
organisation’s technology-based productivity 
tools. 

Knowledge Test  

Pass/Fail at 65% overall 

K24 Understands the features and key differences 
between different data storage systems 
including the Cloud and databases. 

Knowledge Test  

Pass/Fail at 65% overall 
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Ref Core Behaviours Assessment method and minimum requirements  

B1 Can work independently and take 
responsibility, maintain productive and 
professional working environment with secure 
working practices. 

Interview  

Apprentices can work independently and take responsibility to 

maintain a productive and professional working environment with 

secure working practices. 

B2 Can use own initiative when implementing 
digital technologies and when finding solutions. 

Case Study Presentation and Interview  

Apprentices can use their own initiative when implementing 
digital technologies and when finding solutions. 

B3 Is resilient and has a positive mental attitude 
when dealing with difficult situations. 

Interview  

Apprentices are resilient and have a positive mental attitude when 
dealing with difficult situations. 

B4 Can maintain a thorough and organised 
approach to work when working with digital 
technologies and prioritising as appropriate. 

Case Study Presentation and Interview  

Apprentices can maintain a thorough and organised approach to 
work when working with digital technologies. 

Apprentices can prioritise work appropriately to meet 
requirements. 
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3 Roles and Responsibilities 

The following outlines the roles and responsibilities throughout the duration of the apprenticeship.  

 

The role of the apprentice 

The apprentice is contracted by the organisation to whom they are employed and must abide by 
their contract to meet the requirements of the apprenticeship standard.  In addition, they will sign a 
learner contract upon commencement of the apprenticeship in which they will declare any 
additional learning or support needed and agree to work to set objectives within given timescales to 
complete the apprenticeship programme.  

 

The apprentice must complete all assessment activities prior to the End-point assessment 
interview. A declaration must be made by the apprentice that the assessments completed are their 
own work.  

 

The role of the employer 

The employer is responsible for: 

• managing the apprentice in the workplace 

• setting and monitoring goals which will enable the apprentice to achieve their learning 
outcomes (typically using Personal Development Reviews, (PDRs) completed during their 
apprenticeship employment) 

• liaising with the centre to identify whether the apprentice has met all the requirements of the 
on-programme work and learning element of the apprenticeship and is able to proceed through 
the gateway to End-point assessment 

• supporting the apprentice during end-point assessment by: 
o completing the employer Gateway and authentication documentation 
o consulting with the apprentice on the case study presentation brief 
o providing the time required by the apprentice for the case study presentation 
o supporting the apprentice to complete their summative portfolio 
o reviewing the completed summative portfolio to ensure they are happy it can be submitted 
o liaising with the centre to ensure the summative portfolio and declaration are sent to City & 

Guilds 
o providing the time required by the apprentice for the interview. 

 

The role of the centre 

The centre may be an internal team within the organisation or an external provider such as a college 
or private training company registered as a centre with City & Guilds.  The roles and responsibilities 
of registered centres who deliver City & Guilds qualifications are published in the Centre Manual - 
Supporting Customer Excellence.  

 

In summary, the centre is required to: 

• meet the contractual requirements of a City & Guilds’ centre in respect to governance, staffing, 
quality assurance, enrolment, and certification  

• deliver an induction programme to the apprentice to ensure they fully understand the 
requirements of the programme and their responsibilities as a learner   
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• conduct an initial assessment to identify learning needs, specific training needs, and offer 
ongoing support and guidance to the apprentice typically through tutorials  

• work with the apprentice to set individual objectives recorded on a learning contract/individual 
learning plan 

• support the apprentice to complete any qualifications or other entry requirements as part of the 
apprenticeship  

• enrol the apprentice on any City & Guilds’ qualifications that form part of the apprenticeship 
package, as applicable 

• identify opportunities to complete a qualification in maths and English, if not already achieved 

• liaise with the employer to monitor the apprentice’s progress and identify whether the 
apprentice is ready to: 

a. be assessed for any City & Guilds’ qualifications or other qualifications 
b. proceed through the gateway to End-point assessment 

• liaise with City & Guilds to book the End-point assessment  

• liaise with the employer to forward the summative portfolio and declaration to City & Guilds 

• communicate arrangements for the End-point assessment interview with the employer and 
apprentice. 

 

The role of the City & Guilds EPA team appointed to deliver the End-point assessment 

City & Guilds End-point assessment team will manage the End-point assessment process.  This 
includes assigning an Independent End-point Assessor, (IEPA) to manage the assessment of all End-
point assessment tasks.   

 

The role of the Independent End-point Assessor 

The Independent End-point Assessor will manage and assess all End-point assessment tasks. The 
Independent End-point Assessor will: 

• be completely independent of the apprentice, centre and employer 

• have recent relevant occupational experience 

• assess the employer reference, summative portfolio, case study, presentation, and interview 
against the grading criteria applicable 

• participate in City and Guilds’ quality assurance processes  

• have the final decision on all End-point assessment outcomes.  
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4 End-point assessment Guidance for Centres 

End-point assessments 

The End-point assessment is a formal summative assessment that concludes the apprenticeship 
programme.  This apprenticeship is assessed in several ways to provide a clear indication of the 
apprentice’s knowledge, skills, abilities and behaviours. These are: 

1. Knowledge Tests – two in-depth onscreen multiple-choice tests, one exploring the Core 
and the other the specialist Digital Applications knowledge and understanding of the 
apprentice. 

2. A Case Study, Presentation with questions and an Interview – covering the Core and 
specialist Digital Applications skills, behaviours, knowledge and understanding of the 
apprentice – comprising:  

• development of a real-life Case Study Presentation based on tasks supplied by 
City & Guilds, followed by a 20-minute question and answer session; and  

• a structured Interview with a City & Guilds Independent End-point Assessor. 

 

These will be referred to as apprenticeship tasks in this document. 

 

The knowledge tests and the case study presentation, interview can be completed in any order, ie 
knowledge tests can be taken before or after the case study presentation and interview. 

 

The focus of the end assessment is for the apprentice to fully demonstrate the values, knowledge, 
skills and behaviours set out in the apprenticeship standard and to be able to demonstrate this level 
of professional competence in an authentic workplace context. 

Entry requirements for End-point assessment 
To be eligible for End-point assessment the apprentice must have developed a portfolio of 
evidence, be ready for End-point assessment and have successfully achieved: 

• English and maths qualifications in line with the apprenticeship funding rules. 

Gateway prior to End-point assessment 
The Gateway process is designed to provide an opportunity for the employer/tutor to review 
progress of the apprentice and confirm that they are eligible for carrying out End-point assessment. 
The employer/tutor will review the apprentice’s achievements to date, ensuring that all entry 
requirements have been met and that the apprentice is proficient in all areas of the standard.   

 

On completion of the Gateway process, the apprentice will be required to sign an Apprentice 
Gateway Declaration Form. This form should be submitted as part of the Gateway process in EPA 
Pro. A copy of this form can be found in the Support Resources section on EPA Pro. The provider 
will be required to make a declaration and electronic signature on behalf of the employer and 
provider/tutor in EPA Pro. 
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The End-point assessment concludes the apprenticeship programme.  By this time, the apprentice 
will typically have completed 15 months employment. They will also have fulfilled the 

English and maths qualifications in line with the apprenticeship funding rules. 

 

Employer testimonial 

The employer will provide a testimonial setting out their views of the quality of the apprentice’s 
work.  This seeks the employer’s comments against the specified standards.  The employer will not 
be asked to grade or provide a rating. 

 
Summative portfolio 

A summative portfolio focuses on the demonstration of achievement during the on-programme 
stage of the apprenticeship prior to Gateway. It should be constructed to show the best of what an 
apprentice can do against the specified standards.  It is expected that most, if not all, evidence 
collated for a summative portfolio would be sourced from the final part of the apprenticeship. It will 
be produced towards the end of the apprenticeship, containing evidence from real work activities 
which have been completed during the apprenticeship, which when taken together cover the 
totality of the standard. A summative portfolio may include some supplementary sections, eg 
apprentice reflection on previously carried-out work but these cannot form part of the main 
evidence.   

 

The evidence contained in the portfolio will comprise evidence from the work place (real work 
activities) which, taken together, cover all the knowledge, skills and behaviours. being assessed in 
the Interview (see Section 2 Digital Support technician Apprenticeship Standard – Standard and 
Assessment Methods table). This should be the minimum amount of evidence required to 
demonstrate all the KSBs. The portfolio will typically include a minimum of two pieces of evidence 
and a maximum of 15 pieces of evidence. It is expected that evidence will be mapped to more than 1 
KSB. 

 

Signing off the summative portfolio – guidance for line managers/tutors 

When signing off the summative portfolio the line manager/tutor is not expected to make any 
assessment decision on what grade the apprentice has achieved – the portfolio is not assessed in 
this way.  By signing and dating the declaration of authenticity forms, the line manager/tutor is 
confirming that they believe the apprentice will meet the minimum criteria to be eligible to submit 
their summative portfolio for End-point assessment, where it will be considered holistically by the 
IEPA along with the case study presentation and interview in deciding the overall grade for the 
apprenticeship. 

End-point assessment methods 
 

Knowledge Tests  

Knowledge in this apprenticeship is covered substantially by two multiple-choice onscreen tests 
covering the Core and specialist Digital Applications knowledge, as defined in the Standard. The 
tests are closed book and invigilated, with a maximum ratio of 20:1 apprentices to invigilators. The 
tests are Pass/Fail with a pass mark of 65%. The tests and can be taken in any order over a five 
working-day period.  

 

Further information on the knowledge tests, including details of the specifications and weighting, is 
provided in the Digital Support Technician Apprenticeship Handbook. 
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Case study presentation and questions 

The case study presentation requires the apprentice to complete a number of business-related 
tasks in a controlled environment, which are designed to test the application of knowledge, skills 
and behaviours defined in the standard. Each case study presentation will specify which selection of 
knowledge, skills and behaviours it is designed to test. Each case study presentation will present a 
typical business task, appropriate for an SME, an IT business, a large corporate or non-IT business. 
All of the case studies presentations will be comparable in terms of content and complexity, it is the 
context within which the skills and knowledge must be demonstrated that will vary. Training 
providers and employers will be able to assist the apprentice to select from a selection of case 
studies presentations that will be established so that are most appropriate can be taken based on 
the apprentice’s current job role. Initially, generic case study presentations have been developed to 
maximise flexibility across all organisations. 

 

Interview 

Interviews are a formal oral assessment method that present unseen, structured questions to the 
apprentice.  

 

An interview provides a good opportunity to explore authenticity and allows the Independent End-
Point Assessor to identify, validate and probe for aspects of skill, knowledge and behaviour. 
Interviews will be conducted on a one-to-one basis but may have observers present at the discretion 
of City & Guilds. Interviews must be recorded, preferably using suitable video, or if necessary, audio 
only equipment. Interviews may be held in-person or remotely using suitable online meeting 
resources. 

Introducing the End-point assessments to the apprentice 
The line manager/tutor should introduce each End-point assessment method, making sure that the 
apprentice understands what is expected of them. It will be beneficial to take them through what is 
required and the way in which the End-point assessment will be graded.  

Health and safety / Codes of practice 
The importance of safe working practices, the demands of the Health and Safety at Work Act and 
the Codes of Practice associated with the industry must always be adhered to. 

 

The requirement to follow safe working practices is an integral part of all City & Guilds’ 
assessments, and it is the responsibility of the training provider/employer to ensure that all relevant 
health and safety requirements are in place before apprentices begin any practical assessment.  

Authenticating the apprentice’s work 
The Independent End-point Assessor (IEPA) must ensure all decisions satisfy Validity, Authenticity, 
Currency and Sufficiency (VACS). For evidence produced outside controlled conditions, the 
apprentice will be required to: 

• sign a declaration that the work is their own 

• reference all sources. 

 

The employer/provider should also aid authentication by: 

• supplementary (oral) questioning to gauge familiarity with the topic 
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• looking out for any changes to the apprentice’s usual writing style, unusual sources/examples or 
the use of US spellings or phrases that might indicate cutting and pasting from the internet 

• requiring access to evidence of steps in the process, for example drafts, notes, planning etc. 

 

City & Guilds have produced forms for use when reviewing evidence produced outside of controlled 
conditions. These forms include a Declaration of Authenticity Form which must be completed when 
submitting evidence. The forms are incorporated in the Recording Forms document.  

Notes on the grading criteria  
The Independent End-point Assessor makes a holistic judgement on whether the apprentice’s tasks 
for End-point assessment demonstrate that the apprentice has met the minimum criteria or 
significantly exceeded the minimum requirement for the Case Study Presentation and Interview.  

 

Determining the apprenticeship grade 
The information provided here shows how the grade for the apprenticeship will be determined. The 
Independent End-point Assessor will be responsible for completing holistic grading of all the End-
point assessment methods, and in communicating these outcomes to City & Guilds for overall 
grading of the apprenticeship. The overall grade for the apprenticeship will be determined using a 
holistic approach, where the Independent End-point Assessor decides the apprentice’s final grade 
for the whole apprenticeship based on their performance in all of the assessment methods except 
for the knowledge tests, which are externally marked and must be passed. The actual mark 
achieved in the knowledge tests is not used in determining the overall grade for the apprenticeship. 

 

EPA assessment method Grade scale 

Knowledge Tests X/P 

Case Study Presentation and Interview  X/P/M/D 

 

Grading takes place at the end of the apprenticeship, following the completion of the interview 
which is the last assessment in the End-point assessment. There is one overall grade – and none of 
the individual assessment methods are graded separately.  

 

Grades from individual assessment methods will be combined in the following way to determine 
the grade of the EPA as a whole: 

  

Knowledge Test  Case Study 
Presentation and 
Interview  

Overall Grade  

Pass  Pass  Pass  

Pass  Merit  Merit  
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Knowledge Test  Case Study 
Presentation and 
Interview  

Overall Grade  

Pass  Distinction  Distinction  

Fail  Any result  Fail  

Pass  Fail  Fail  

Feedback 

The Independent End-point Assessor will not provide any feedback to the apprentice during or 
immediately following the End assessment process. Feedback (if given) will only be provided to fail 
candidates, following submission of evidence to City & Guilds and after any standardisation and 
quality assurance has been carried out.  

Opportunities to resit or retake 
Apprentices who fail the End-point assessment may resit or retake a different knowledge test, if 
required. However, apprentices may only repeat the case study presentation and interview as a 
whole and cannot repeat these as individual tasks due to the holistic nature of the grading. An 
apprentice is not permitted to take the same case study presentation and will also be required to 
attend another interview.   

 

The apprentice’s employer/training provider will decide whether a resit or retake is an appropriate 
course of action. A resit does not require further learning, whereas a re-take does. Apprentices 
should have a supportive action plan to prepare for the resit/retake. An apprentice should not be 
allowed to repeat an assessment until it is evident that they are ready to undertake the tasks.  

 

Resits/retakes must not be offered to apprentices wishing to achieve a higher grade than pass. 
There are no restrictions on the grade awarded in the case of a resit/retake. 

 

Both assessment methods must be successfully passed within twelve weeks otherwise the entire 
EPA must be re-sat/retaken. 

Recognition of Prior Learning (RPL) 

These summative End-point assessments assess apprentice learning, including prior learning.  RPL 
may not be used as an alternative to the End-point assessments.  

End-point assessment timeline 

The process of setting up the End-point assessment will begin roughly six months before the 
completion of the apprenticeship, as shown in the table below. It is the responsibility of the centre 
to ensure that the apprentice is ready for each stage of this timeline. 
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Timeline Activity 

Six months before planned completion Line manager/tutor: 

• reviews progress and ensures apprentice’s performance is 
on track as part of regular performance management 

• identifies any gaps and creates a plan for the End-point 
assessment with the apprentice 

• consider whether apprentice’s potential evidence for the 
summative portfolio is appropriate and sufficient to cover 
the standard (scope and breadth). 

Four months before planned completion Line manager/tutor and apprentice: 

• meet to review progress for final assessment 

• refine plans for components of final End-point assessment 

• choose the case study presentation. 

Apprentice: 

•  completes work on summative portfolio. 

Gateway process The Apprentice and line manager/tutor review progress and 
confirm that the apprentice is ready for end-point assessment. 

• All supporting evidence is uploaded into the EPA Pro 
platform through the Gateway process. 

• The Apprentice signs the completed Apprentice 
Gateway Declaration Form and this is uploaded by the 
provider in the EPA Pro Gateway process. 

• The provider completes a declaration and e-signature 
on behalf of the provider and employer in the EPA Pro 
platform. 

Two weeks before the interview Apprentice/centre: 

• apprentice takes their synoptic case study presentation 
assessment. 

At least seven working days before 

interview 

End of apprenticeship  

Apprentice: 

• apprentice receives notice of the interview. 

Independent End-point Assessor /Apprentice: 

• Interview undertaken. 

• Grade communicated to the centre. 
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5 End-point Assessment Resources List 

Resource requirements 

Centre staff should familiarise themselves with the structure, content and assessment requirements 
of this End-point Assessment before designing a course programme. The resources generally 
required for this End-point assessment are shown below. 

 

Resource required 

Knowledge 
Tests 

A suitable room with adequate lighting, space, privacy and IT facilities for online 
evolve knowledge tests to be completed under closed book, examination 
conditions. See the manual for end-point assessment services for details. 

A responsible person to administer and supervise the online knowledge tests.  

Case Study 
Presentation 
(including 
Question and 
Answers) 

 

A suitable room with adequate lighting, space and privacy. It must be away from 
the pressures of work activities, in a controlled environment. This may be on or 
off the employers’ premises. 

A responsible person to supervise the assessment activity during its entirety. 

Access to suitable digital information management systems, with opportunities 
to identify and resolve problems on these systems; opportunities to present data 
and information in a range of digital applications. 

Interview with 
an Independent 
End-point 
Assessor 

A suitable room for the interview to take place, large enough to accommodate 
all those involved including panel member where applicable.  

Seating area or room for any other apprentices to wait. 

Access to water and cups. 

Where applicable, internet access and suitable equipment for remote 
assessment as outlined in the manual for end-point assessment services. 

 
 

Specific resources required 

The resources required for each case study presentation are listed on each individual case study 
pack.  It is expected that centres have enough hardware and software (or simulated equipment) to 
allow the apprentice to experience the full range of application of the standards if this is not 
available in their employment environment.  
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6 General Guidance for Apprentices 

The End-point assessment concludes your apprenticeship programme.  By this time, you will have 
typically completed 15 months employment, covering all areas of the apprenticeship standard and 
obtained sufficient workplace experience. You must have passed your external qualifications, these 
are: 

• English and maths qualifications in line with the apprenticeship funding rules. 

 

The focus of the final End-point assessment is to show that you are able to fully demonstrate the 
knowledge, skills and behaviours set out in the apprenticeship standard and are able to 
demonstrate a level of professional competence in the workplace through the following End-point 
assessment tasks:  

o Knowledge Tests 

o A Case Study, Presentation with questions and an Interview. 

Plagiarism 

The following tasks are an assessment of your abilities, so the work must be all your own. You will 
be asked to sign a declaration that the work you submit has been produced only by you.  

 
Where research is allowed, you must ensure that you have identified the work you have done 
yourself, and that which you have found from other sources. It is therefore important to make sure 
you acknowledge all sources and clearly reference any information taken from them.  

Timings and planning 

You should take care when planning to make sure you have divided the time available between 
tasks appropriately. You should check your plan is appropriate with your line manager/tutor. 

 
If you have a good reason for needing more time, you will need to explain the reasons to your line 
manager/tutor and agree a new deadline date. 

Health and safety 

You must always work safely and follow any relevant Health and Safety regulations and codes of 
practice.  

Presentation of work 

Presentation of work must be neat and appropriate to the task. You should make sure that each 
piece of work that contributes to the End-point assessment is clearly labelled with your name and 
apprentice number and, for the summative portfolio, clearly mapped to the relevant standard(s).  
All electronic files must be given a clear file name that allows the Independent End-point Assessor 
to identify it as your work. Written work, eg reports may be word processed, but this is not a 
requirement.  
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7 Apprenticeship Task Guidance and Instructions 

Assessment specification 
 

Component Description Coverage Grading 

Apprenticeship 

Task 1 – Pre-

Gateway 

Summative Portfolio Core Technical Skills S1 – S13 

Core Technical Knowledge 

and Understanding K1 – K16 

Digital Applications Technical 

Skills S14 – S20 

Digital Applications Technical 

Knowledge and 

Understanding K17 – K24 

Behaviours B1 – B4 

 

 

Not graded 

separately 

– required 

for 

Gateway 

and informs 

interview 

Apprenticeship 

Task 2 – 

Assessment 

Knowledge Tests Core Technical Knowledge 

and Understanding K1 – K3, 

K5 –K10, K12, K15 – K16 

Digital Applications Technical 

Knowledge and 

Understanding K17 – K24  

 

 

P/X 

Apprenticeship 

Task 3 – 

Assessment 

Case Study and Presentation 

and Interview 

Core Technical Skills S1 – S13 

Core Technical Knowledge 

and Understanding K4 – K5, 

K11, K13 – K14 

Digital Applications Technical 

Skills S14 – S20 

Behaviours B1 – B4 

 

 

P/M/D/X 
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Employer Testimonial 

Employer Testimonial – Instructions for Employers 
 

You will have carried out continuous monitoring of the apprentice’s progress in the role and will 
have documented evidence to refer to regarding the apprentice’s performance against the 
standard.  You will provide a reference setting out your views of the quality of the apprentice’s 
work. You must not grade or provide a rating, rather you should focus on the skills, behaviours and 
knowledge the apprentice has gained and displays at the point of signing off the Gateway Form.  
The Employer Testimonial Form is included in this pack. 
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Employer Testimonial  

Employer Testimonial – Guidance for Centres 
 

The Employer will have carried out continuous monitoring of the apprentice’s progress in the role 
and will have documented evidence to refer to regarding the apprentice’s performance against the 
Standard.  The Employer will provide a testimonial setting out their views of the quality of the 
apprentice’s work. The employer must not grade or provide a rating.  
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Employer Testimonial  

Employer Testimonial – Guidance for Apprentices 
 
Your employer will have carried out continuous monitoring of your progress in the role and will have 
documented evidence to refer to regarding your performance against the standard.  Your employer 
will provide a testimonial setting out their views of the quality of your work. The employer will not 
grade your work or provide a rating. 
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Level 3 End-point Assessment for Digital Support Technician – 
Digital Applications Technician (9700-12) 

Employer Testimonial Form 
 

Apprenticeship 
Standard Title 

Level 3 End-point Assessment for Digital 
Support Technician – Digital Applications 
Technician 

Start date 
DD/MM/YY  

Apprentice 

name 
 Enrolment  

number 
 

 

Please give your assessment of the apprentice’s performance against the following criteria: 

Criteria Commentary/Evidence 

Skills the 
apprentice has 
displayed 

Employers may find it helpful to refer to the following specific Skills in the Standard 
when considering their comments: S1-S13 and S14-S20 

How the 
apprentice has 
used their 
knowledge 

Employers may find it helpful to refer to the following specific Knowledge areas in the 
Standard when considering their comments: K4, K5, K11, K13 and K14 

 

How the 
apprentice has 
carried out their 
duties 

Employers may find it helpful to refer to the following specific Behaviours in the 
Standard when considering their comments: B1- B4  

 

 

Please continue on a separate sheet if required 

 

Employer declaration: 

I confirm that the above statements are accurate for this apprentice and are based on this 
apprenticeship Standard. Any additional documentation to support these statements is attached. I 
confirm that the apprentice has reach a standard to meet the requirements in the above-named 
standard and has produced work independently, which is included in the apprentice’s portfolio 
submission. 

 

Employer   

Name & Signature  

Date  DD/MM/YY 

Job Title and 
contact details  

Professional 
relationship to 
apprentice 
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Apprenticeship Task 1 – Summative Portfolio (Pre-Gateway) 

Task 1: Instructions for Centres 
 

A portfolio of evidence of work will be compiled during the apprenticeship, successfully 
demonstrating the required skills, knowledge and behaviours covering every element of the 
standard. Alongside work-based evidence it will also include evidence from other people, including 
but not limited to mid and end-of-year performance reviews, reports from coaches and feedback 
from line managers demonstrating acceptable or better performance. The apprentice must select 
appropriate evidence from their portfolio to demonstrate at least the minimum requirements of the 
standard in its entirety at the Gateway stage of the programme which attests to professional 
competence at the level. The portfolio is to be submitted in an electronic format. 

 

Signing off the summative portfolio  

When signing off the summative portfolio the line manager/tutor must not make any assessment 
decision – the portfolio is not marked separately but must be completed to pass Gateway and will 
then be considered by the IEPA to inform the interview stage. By signing and dating the declaration 
of authenticity form, the line manager/tutor is confirming that they believe the apprentice will meet 
the minimum criteria to be eligible to submit their portfolio and pass through Gateway. 

Guidance on submitting evidence in a summative portfolio  

A summative portfolio is a concise collection of evidence selected from the breadth of available 
evidence. It efficiently demonstrates the apprentice’s performance in relation to the specified 
criteria and showcases their highest quality work. The showcase is not directly assessed by the 
IEPA, but is used as the basis for the interview The IEPA uses it to familiarise themselves with the 
apprentice’s work in preparation for the discussion, and the apprentice can use it to provide tangible 
evidence, backing‐up their accounts of their work during the discussion.  

Types of evidence  

Ideally the evidence should be produced in electronic format or scanned/ photographed to give a 
clear electronic representation, as it must be submitted electronically for End‐point 
Assessment.   The evidence in the summative portfolio must be chosen to provide valid evidence for 
the specified criteria being assessed.  

For example, it might include:   

• Products/ artefacts – for instance:    

o Final products/ artefacts where electronic 

o Creative products eg, look‐books, mood boards, drawings, sketches 

o A set of digital images showing a completed product from several angles and close‐
ups of relevant details. Where relevant, before and after images and stages in 
development should be included 

o Electronic documents such as letters, memos, reports, plans.   

• Observation evidence – a statement from a suitably qualified person (eg tutor) describing 
the apprentice’s performance in the workplace while carrying out naturally occurring 
activities. This statement will normally be backed up with video/ audio evidence recording 
key details.    
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• Reflective account – an account from the apprentice providing evidence of their thinking eg 
their considerations of processes/materials used; reasons for decisions made; evaluations 
and suggested improvements to future practice.  

• Witness testimony – evidence from a relevant witness giving their account of what the 
apprentice has done in their job role. The witness can range from a manager to a customer. 
All evidence must be of the apprentice’s own work and, for any group work, must clarify and 
focus only on their contribution.    

 

Where necessary, confidentiality and data protection requirements must be adhered to eg 
permissions for use of video / images containing identifiable 3rd parties (eg clients), anonymisation 
of documentation and permissions from clients when submitting designs and plans commissioned 
by them 

Selecting Evidence  

Before selecting the evidence to form the portfolio, the apprentice should review the assessment 
requirements stated in the task/standard:  

• The criteria to be covered by the portfolio    

• The type of evidence that can be presented (see above) 

• The amount of evidence that should be presented.  

• The period of time from which the evidence should have originated (usually this will be 
towards the end of the apprenticeship).  

To assemble their portfolio, the apprentice should consider all the evidence they have available that 
shows they have met the requirements being assessed. Evidence collected towards the end of their 
apprenticeship program, as they become independent in their work, is likely to provide the most 
holistic evidence – ie covering a number of criteria at once. From this, they should select evidence 
that most efficiently meets all the relevant criteria and which demonstrated their best performance. 
While there may be some overlap between the evidence collected, multiple pieces of evidence 
showing coverage of the same criteria should not normally be submitted for end‐point assessment.  

There are two questions that an apprentice should consider when selecting work to form their 
portfolio:  

1. Which pieces holistically (most efficiently) give evidence that together cover all of the 
relevant criteria? 

2. Is this the best evidence I have, showing that I have met all of the requirements for the 
higher grade?   

Confirming the evidence selection  

When the apprentice has selected the evidence to form their portfolio, this must be reviewed by the 
employer / provider to ensure:  

• All assessment requirements have been met  

• It is line with any requirements relating to the type and amount of evidence required and 
when the evidence should have originated  

• There is no unnecessary duplication of evidence against the same criteria 

• The work selected represents the best evidence available in relation to grading 
requirements 
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• The clarity of any images or scanned evidence is sufficient to determine the quality of the 
original evidence.  

• Authenticity of evidence has been established. 

Preparing evidence for submission  

Evidence being uploaded for end‐point assessment must be presented as follows:      

• Evidence must have a header on each page containing the name and e‐signature of the 
apprentice together with the date the evidence was produced    

• Each piece of evidence must be referenced to the criteria it is being submitted against 
either on an evidence reference form or within the header.   
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Apprenticeship Task 1  Summative Portfolio (Pre-Gateway) 

Task 1: Instructions for Apprentices 
 

You will have compiled a portfolio of evidence during your apprenticeship, successfully 
demonstrating the required skills, knowledge, and behaviours. You must now select appropriate 
evidence from your portfolio to demonstrate the minimum requirements of the standard. These 
pieces will contain evidence from real work projects and activities that have been completed during 
the apprenticeship, usually towards the end, and which taken together, cover the totality of the 
standard.   

 

Your summative portfolio must be submitted as part of the gateway requirements. The portfolio 
must be in electronic format.  When submitting your summative portfolio, you must ensure that 
you include a signed copy of the Declaration of Authenticity Form included in this pack. 
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Level 3 End-point Assessment for Digital Support Technician – 
Digital Applications Technician (9700-12) 

Summative Portfolio – Declaration of Authenticity  
 

Apprentice 

name 
Apprentice Name 

Enrolment  

number 
1234567 

 
   

Apprentice declaration: 

 

I confirm that all work submitted is my own, and that I have acknowledged any sources I have used. 

 

Apprentice Signature  Date DD/MM/YY 

 

 

Line Manager/Training Provider: 

 

I confirm that all work was conducted under conditions designed to assure the authenticity of the 
apprentice’s work, and am satisfied that, to the best of my knowledge, the work produced is solely 
that of the apprentice. 

 

Line 
Manager/
Training 
Provider 

Name 

 

Signature   

Date DD/MM/YY 
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Assessment 704  

Apprenticeship Task 2 – Case Study Presentation 

Task 2: Instructions for Centres 

 
You will assist the apprentice in choosing a case study presentation from those available that is 
most appropriate for each apprentice based on their current job role. Each of these case study 
presentations will present a typical business task suitable for a Digital Support Technician and 
appropriate for an SME, an IT business, a large corporate or a non-IT business. 
 
The case study presentation should prepare and present evidence from a business-related activity 
testing the apprentice’s application of a selection of the skills, knowledge and behaviours defined in 
the standard. Each case study presentation will specify which selection of skills, knowledge, and 
behaviours it is designed to test. 
 
The case study presentation is designed to assess apprentices in a consistent way, irrespective of 
their workplace and their particular role within their company and must be completed outside of 
day-to-day work pressures.  
 
The number of separate tasks within each case study presentation may differ but the overall 
demand across the case study presentations is consistent.  
 
Each case study presentation will enable the following to be demonstrated: 
 

• the application of skills and knowledge to meet the case study presentation outcomes 

• the approach to planning and completion of the task 

• the application of the relevant behaviours. 
 
Case study presentations are available from the City & Guilds End-point assessment team 
EPA@cityandguilds.com 
 
Preparation of each case study presentation will take up to 20 hours to complete – the case study 
presentation must be undertaken over a maximum of 20 hours in a 12-week timeframe. It is up to 
the employer/centre how the time is split. The employer/centre should ensure that working time 
directives are met with regards to breaks.  
 
The apprentice will ‘present’ their case study presentation to the Independent End-point Assessor, 
(IEPA) during a 20-minute section of the End-point Assessment. This will be followed by 20-minutes 
of questions and answers before the interview.  
 

The presentation, (along with the interview) will be booked by you for the apprentice. The time and 
date are to be arranged with the City & Guilds End-point assessment team after the case study 
presentation has been prepared. See Apprenticeship Task 3 for further information on the 
interview. 

 

Apprentices will prepare their case study presentation off-the-job, so they are away from the day to 
day pressures of work and in a ‘controlled' environment, which may be on the employer’s premises 
or the centre’s premises.  This is an unseen assessment which will be under controlled conditions. 

 

mailto:EPA@cityandguilds.com
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The controlled environment 

Any room in which the case study presentation is held must provide apprentices with appropriate 
conditions for undertaking preparation work on the case study presentation. 

 

It is not expected that the employer/centre have a dedicated controlled environment that is solely 
for this purpose, however, for the delivery of a case study presentation a controlled environment 
that meets the relevant requirements must be provided.  

 

These requirements will include a suitable quiet room, away from the normal place of work, with a 
dedicated work-station, with access to all the required equipment and with someone allocated as a 
responsible person by the employer or by the centre responsible for the controlled environment and 
to ensure it is the apprentice’s own work. 

 

A specific resource list, including a list of the equipment required to deliver each of the case study 
presentations is included with each case study presentation.  

 

If more than one apprentice works on preparing a case study presentation at the same time in the 
same room, they must not communicate and must have separate workstations and equipment. 

 

The responsible person 

The role of the responsible person is to ensure that the case study presentation is conducted 
according to the following instructions, to: 

 

• check the apprentice has access to the necessary materials for the case study presentation 

• ensure all apprentices have an equal opportunity to demonstrate their abilities 

• ensure the security of the case study presentation before, during and after the assessment 

• prevent possible apprentice malpractice 

• prevent possible administrative failures 

• assist with providing information for the apprentice as instructed by the EPA 

• deal with hardware, software and communication failures (which may affect individual 
workstations, other local resources or whole networks and systems). The responsible 
person should normally allow the apprentice(s) to continue the assessment session at a 
different workstation or later, if necessary, without loss of working time. In extreme cases, 
please contact City & Guilds End-point assessment team EPA@cityandguilds.com 

• provide sections of the case study presentation assessment at the appropriate time, if 
applicable. Guidance will be provided in each case study presentation 

• carry out observations and instructions as required in the case study presentation.  

 

The responsible person must not: 

 

• make any comment where an apprentice believes that there is an error or omission on the 
case study presentation. The invigilator must however, refer the matter immediately to 
EPA@cityandguilds.com or for urgent queries please contact our normal customer 
support team 

mailto:EPA@cityandguilds.com
mailto:EPA@cityandguilds.com
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• give any information to apprentices about possible mistakes in the case study presentation 
unless there is an erratum notice or permission has been given by the End-point 
Assessment team 

• comment on the content of the case study presentation 

• re-phrase a request for an apprentice 

• explain any subject-specific or technical terms to an apprentice 

• offer any advice or comment on the work of an apprentice. 

 

To book your apprentice’s case study presentation, please contact the City & Guilds’ End-point 
assessment team EPA@cityandguilds.com. 
  

mailto:EPA@cityandguilds.com
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Assessment 704  

Apprenticeship Task 2 – Case Study Presentation 

Task 2: Instructions for Apprentices 
 
 
You will choose a case study presentation from those available that is the most appropriate for you, 
based on your current job role. Each of the case study presentations will present a typical business 
task, appropriate for an SME, an IT business, a large corporate or a non-IT business. 
 
The case study presentation requires you to prepare and present evidence from a business-related 
project or activity testing the application of a selection of your knowledge, skills and behaviours, as 
defined in the standard. The case study presentation will specify which selection of knowledge, 
skills and behaviours it is designed to test.  
 
The case study presentation is designed to assess all apprentices in a consistent way, irrespective of 
your particular workplace and role within the company and will be completed outside of day-to-day 
work pressures. The number of separate tasks within each case study presentation may differ but 
the overall demand across the case study presentations is consistent. 
 
Preparation of your case study presentation will be undertaken over a maximum of 20 hours in a 12-
week timeframe.  
 
You will ‘present’ your case study presentation to the Independent End-point Assessor, (IEPA) 
during a 20-minute section of your End-point Assessment. This will be followed by 20-minutes of 
questions and answers. 
 
Each case study presentation will enable the following to be demonstrated: 
 
• the application of knowledge and skills to meet the case study presentation outcomes 
• the approach to planning and completion of the task 
• the application of the relevant behaviours. 
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Case Study Presentations 
 

These following case study presentations are specifically designed to be flexible and appropriate for 
any SME, an IT business, a large corporate or a non-IT business. Additional specific case study 
presentations for different types of organisation will be included here in future updates.  
 

Digital Support Technician – Digital Applications Technician: Case Study Presentation 
DSTAPPCSP01 – Cloud Based Solutions 

Typical Job 
Title 
 

General Digital Applications Technician roles where a cloud-based solution is 
more prevalent. For example: Digital Coach, Digital Transformation Associate, 
ICT Support Analyst, Digital Champion, Database Administrator, Data 
Administrator, IT Operations Technician, Digital Applications Specialist, and 
Digital Systems Operator. 

Primary 
function/Role 
 

The primary role of a Digital Applications Technician is to focus on how digital 
applications work for their internal customers and to then help maximise 
productivity through effective use of digital technology. They will apply relevant 
digital technologies effectively to achieve objectives, including digital 
transformation and change projects.  
 
Responsibilities will include:  

• monitoring and operating complex digital information and intelligence 
systems and responding to user enquiries about these systems 

• maintaining data, digital resources, and data systems to meet 
requirements 

• communicating effectively though digital channels 

• working effectively as a member of a team and as an individual 

• maintaining an awareness of current, emerging and fringe digital 
technologies; and  

• being effective digital champions – training and supporting colleagues to 
make the best use of technology-based productivity tools. 

Business 
Context 

Any organisation looking to implement or enhance any cloud-based solution. 

Minimum 
Resources 

Employers/Training Providers must provide the following for each apprentice: 
 
A quiet room with adequate lighting, space and privacy. It must be away from the 
pressures of work activities, in a controlled environment. This may be on or off 
the employers’ premises. 
 
Access to suitable digital systems, with opportunities to identify the 
requirements for planning and implementing cloud-based solutions.  
  
For example:  

• An existing network that requires upgrading  

• Target PCs and other static devices  

• Mobile devices  

• Interconnection devices and the media required  

• A networked storage device  

• A separate device to allow the apprentice to produce the case study 
presentation documentation  

• Access to a network that provides internet access for research. 
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Digital Support Technician – Digital Applications Technician: Case Study Presentation 
DSTAPPCSP01 – Cloud Based Solutions 

Timescale A maximum of 20 hours over a 12-week period. 

Controlled 
Conditions 

See the End-point Assessment pack and case study presentation for details of 
the controlled conditions and responsible person requirements.  

 

 

 
  

DSTAPPCSP01 

Case study 
presentation tasks 

Core / Technical Skills, 
Knowledge and Understanding 

Core Behaviours 

Task 1 S1, S4, S9 and S10 

K4, K5 and K11 

B2 and B4 

Task 2 S1, S3, and S9 

K4, K11 and K14 

B2 and B4 

Presentation S1, S3, S4, S9 and S10 

K4, K5, K11 and K14 

B2 and B4 
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Digital Support Technician – Digital Applications Technician: Case Study Presentation 
DSTAPPCSP02 – Upgrading an Online Communication System 

Typical Job 
Title 
 

General Digital Applications Technician roles, especially where an online 
communication system forms a significant aspect of their work, for example: 
Digital Coach, ICT Support Analyst, Digital Champion, IT Operations 
Technician, Digital Applications Specialist, and Digital Systems Operator. 

Primary 
function/Role 
 

The primary role of a Digital Applications Technician is to focus on how digital 
applications work for their internal customers and to then help maximise 
productivity through effective use of digital technology. They will apply 
relevant digital technologies effectively to achieve objectives, including digital 
transformation and change projects.  
 
Responsibilities will include:  

• monitoring and operating complex digital information and intelligence 
systems and responding to user enquiries about these systems 

• maintaining data, digital resources, and data systems to meet 
requirements 

• communicating effectively though digital channels 

• working effectively as a member of a team and as an individual 

• maintaining an awareness of current, emerging and fringe digital 
technologies; and  

• being effective digital champions – training and supporting colleagues 
to make the best use of technology-based productivity tools. 

Business 
Context 

Any organisation looking to upgrade an online communication system. 

Minimum 
Resources 

Employers/Training Providers must provide the following for each apprentice: 
 
A quiet room with adequate lighting, space and privacy. It must be away from 
the pressures of work activities, in a controlled environment. This may be on or 
off the employers’ premises. 
 
Access to suitable digital systems, with opportunities to identify the 
requirements for planning and implementing an upgrade to an online 
communication system. 
  
For example:  
An existing online communication system that requires upgrading  
Target PCs and other static devices  
Mobile devices  
Interconnection devices and the media required  
A networked storage device  
A separate device to allow the apprentice to produce the case study 
presentation documentation  
Access to a network that provides internet access for research. 

Timescale A maximum of 20 hours over a 12-week period. 

Controlled 
Conditions 

See the End-point Assessment pack and case study presentation for details of 
the controlled conditions and responsible person requirements.  
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DSTAPPCSP02 

Case study 
presentation tasks 

Core / Technical Skills, 
Knowledge and Understanding 

Core Behaviours 

Task 1 S1, S4 and S9 

K5 

B2 and B4 

Task 2 S1, S4, S9 and S10 

K5, K11 and K14 

B2 and B4 

Task 3 S1, S3, and S9 

K4, K5 and K11 

B2 and B4 

Presentation S1, S3, S4, S9 and S10 

K4, K5, K11 and K14 

B2 and B4 
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Assessment 704 Apprenticeship Task 3 – Interview 

Task 3: Instructions for Centres 

 

The interview, (along with the presentation) will be booked by you for the apprentice. The time and 
date are to be arranged with the City & Guilds End-point assessment team after the case study 
presentation has been prepared.  

 

The interview will be conducted between the apprentice and the appointed Independent End-point 
Assessor after the case study presentation and questions and answers. The conditions under which 
the interview will take place will be arranged with the City & Guilds End-point assessment team.  
This could be in a room on the premises of the employer or the centre, in person or taken remotely. 
The interview is a structured discussion between the apprentice and the Independent End-point 
Assessor only, focusing on the summative portfolio and the case study presentation, with reference 
to the employer testimonial, as appropriate.  

 

It covers both what the apprentice has produced and how they have done it. This enables the End-
point Assessment to include the full range of core and technical skills, knowledge and 
understanding, as well as the underpinning behaviours. The interview can draw on broader 
experience from the workplace, but the initial and the primary focus is on the work presented in the 
portfolio and the case study presentation. The interview will be undertaken by an Independent End-
point Assessor and it is the same Independent End-point Assessor who has assessed the portfolio 
and the case study presentation and who will also make the grading decision. 

 

The interview will be the last assessment to take place following the completion and assessment of 
the case study presentation. The overall timings for the case study presentation, questions and 
answers and interview are as follows:  

 

• Introductory remarks from the IEPA to settle the apprentice  

• The Case Study Presentation – 20-minutes  

• Questions and answers on the Presentation – 20-minutes 

• Break – 20-minutes  

• Structured interview – 60-minutes. 

 

Time allowed for interview 
The interview will last up to a maximum of 60 minutes. 
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Assessment 704 Apprenticeship Task 3 – Interview 

Task 3: Instructions for Apprentices 

 
The interview, (along with the presentation) will be booked for you by your centre. The interview 
will, after a short break, follow completion of your case study presentation and questions and 
answers. It will be conducted between yourself and your appointed Independent End-point 
Assessor.  

 

The conditions under which your interview will take place will be arranged with the City & Guilds 
End-point assessment team.  This could be in a room on the premises of your employer or centre, 
taken in person or remotely. The interview is a structured discussion between yourself and the 
Independent End-point Assessor, focusing on the summative portfolio and the case study 
presentation, with reference to the employer testimonial, as appropriate.  

 

It covers both what you have produced and how you have produced it so. This enables the End-
point assessment to include the full range of core and technical skills, knowledge and 
understanding, as well as the underpinning behaviours. The interview can draw on your broader 
experience from the workplace, but the initial and the primary focus is on the work you have 
presented in the summative portfolio and case study presentation. The interview will be undertaken 
by Independent End-point Assessor and it is the same Independent End-point Assessor who has 
assessed the portfolio and the case study presentation and who will also make the grading decision. 

The interview will take place following the completion and assessment of the case study 
presentation and questions and answers. 

 

Purpose of the interview 

The purpose of the interview is to: 

• clarify any questions the Independent End-point Assessor has from their assessment of the 
portfolio and the case study presentation 

• explore any comments raised from reviewing the employer’s testimonial 

• confirm and validate judgements about the quality of your work 

• explore aspects of your work, including how it was carried out, in more detail 

• provide further evidence for the Independent end-point Assessor to make a holistic decision 
about the grade to be awarded. 

 

The interview will cover 

• what you submitted in the summative portfolio 

• what you produced in the case study presentation 

• the standard of your work, as evidenced in the case study presentation 

• how you approached the work submitted in the portfolio and the case study presentation. 

 

Time allowed for interview 
The interview will last up to a maximum of 60 minutes. 
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Appendix 1: Minimum Requirements for Case Study Presentation and Interview  
 

Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

     

S1, S9,  

B1 and 

B2 

Digital Technologies The Apprentice: 

Demonstrates consistent and appropriate use of a range 
of digital office communications technologies for 
effective communications with customers to meet a 
variety of different customer needs/situations, including: 

• selecting and using appropriate techniques to link 
and combine information within the application and 
across different software applications 

• identifying when and how to combine and merge 
information from other software or other 
documents 

• selecting digital systems and software applications 
as appropriate to purposes and use them to produce 
effective outcomes 

• configuring the user interface to meet needs. 

Critically compares alternative methods and solutions to 
produce the required outcome and shows a logical 
approach to their use of digital tools to achieve different 
tasks and purposes, including contingencies. 

 

We expect that each 
item of evidence will 
likely touch upon more 
than one standard. The 
example evidence types 
are not exhaustive and 
are not a check list or a 
minimum set of 
deliverables. 

Planning diagrams, audits of existing 
infrastructure, photographs of installed 
infrastructure, system generated reports and log 
files, topology maps, hardware and software 
specifications. Witness testimony from employers, 
screenshots of the above. 

S2, S5, 
K4, K5, 

Data Management and 
Information Systems 

The Apprentice: We would expect to see 
evidence of suitable 
selection of digital 

System generated reports, screen shots or screen 
capture software of applying digital systems and 
software to produce required outcomes. The 
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Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

B1 and 
B2 

Selects digital systems and software applications 
appropriately and applies them to produce the required 
outcomes.  

Operates as an advanced user of at least one digital 
information management system – able to exploit the 
functionality to maximise effectiveness and efficiency. 

Inputs, maintains, organizes, searches, stores, integrates 
and transfers data within an information management 
system. Uses data formatting and analyses data to 
identify trends and insights – including the use of data 
modelling and relationship modeling. 

Demonstrates appropriate use of the key functions of 
information systems. 

Demonstrates that they present data effectively for 
different purposes and audiences. 

systems and software 
applications and 
appropriate use, 
including exploitation of 
the functionality to 
maximise effectiveness. 

apprentice’s own written description of the use 
and exploitation of the system. Copies of outputs, 
suitable anonymised. 

 

S3, K4 
and B1 

Security The Apprentice: 

Takes effective precautions when dealing with personal 
data, and the legislation that impacts on it, including 
when dealing with files, e mails, attachments etc. and 
demonstrates how they have entered, maintained, 
searched, stored, integrated and organised data.  

Demonstrates consistent and secure approaches to the 
transfer, deletion, storage, use and communication of 
information in accordance with basic security protocols 
and principles for personal data, access, identity 
management, encryption, passwords, deletion and 
storage and deletion – including in accordance with 
data protection legislation – and as required for 
different audiences and situations.  

Evidence of taking 
suitable, effective and 
consistent precautions 
when dealing with 
personal data, including 
transferring, deleting, 
storing, using and 
communicating 
information. The 
minimum requirements 
must be clearly met.  

Documentation specifying the organisational 
requirements and the apprentice’s own written 
description of the methods, processes and tools 
that will be used to protect data. Relevant log files, 
screenshots. Specific evidence of compliance with 
the minimum requirements. 
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Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

Manages data files in line with organisational and legal 
guidelines and conventions for the storage and use of 
data. 

Stores and retrieve files in line with organisational 
guidelines and conventions. 

Operates within relevant legal and security regulations 
when operating digital systems. 

Ensures computer hardware is kept securely located 
when and where required. 

Complies with organisation security processes and 
knows how they would recognise and escalate issues. 

Works according to laid down policies and practices 
including actions such as keeping usernames/passwords 
in a secure manner, ensuring their data is appropriately 
protected (for example the encryption of personal data) 
and obeying organisational, regulatory and best 
practice in how they work. 

Uses IT hardware in a way that conforms with good 
health and safety practice and closes down the IT 
system without damage and maintaining security of 
data. 

S4, B1, 
B2 and 
B3 

Service Support The Apprentice: 

Utilises and exploits digital channels to respond to a 
variety of enquires and in a variety of situations, to satisfy 
the enquirer.  

Provides information and support through digital 
channels in a timely manner – for the user and are in line 
with organisation protocols. 

Responds appropriately to different customers, clients 
and users, showing and understanding of their 
requirements, including any constraints and limiting 

Evidence of utilising and 
exploiting digital 
channels to meet 
different enquiries and 
situations. 

Evidence of responding 
appropriately and in a 
timely manner to 
different customers.  

A description of channels chosen, the reasons for 
choosing those channels tools and demonstration 
of how to use them correctly to satisfy 
requirements. 

 

Screenshots of use. 

 

Enquiry logs recording the actions taken. 
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Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

factors, setting reasonable expectations and 

communicating effectively with them in terms of actions, 
decisions and next steps. 

Evidence of identifying 
and meeting 
requirements. 

S6, 
S12, 
K11, B1 
and B3 

Communications The Apprentice: 

Explains, discusses and compares a minimum of three 
occasions on which they have used verbal communication 
and three when using written communications. These 
should be non-trivial and varied in nature, for example 
face-to-face vs remote, formal vs informal, using of 
different media.  

In the case of communication planned in advance, they 
should actively consider if anything might disrupt the 
effectiveness of the communication (culture, past history 
etc.) and how to cope with this. An example could be in 
handling a support call where the caller is already known 
to be unhappy. 

Selects the most appropriate method for the situation. 

Expresses themselves clearly and succinctly, not over-
simplifying or overcomplicating the material being 
communicated. 

Actively checks that the other person/people understands 
what they have expressed. 

Demonstrates the sharing of information to relevant 
colleagues and stakeholders in a timely and effective 
manner and thorough appropriate digital channels. 

A variety of evidence 
across the minimum 
requirements. 

Evidence of using the 
most appropriate 
methods for the 
situation.  

Evidence of using 
suitable language and of 
checking understanding. 

Appropriate sharing is 
evident. 

Evidence of communication. Written description 
of the methods used, reasons for selecting them, 
screenshots or audio/visual recording of methods 
used. 

 

Logs recording issues and resolution. 

 

S10 
and 
S13 

Business Skills The Apprentice: 

Understands and applies the relevant policies and 
legislation appropriately to their role.  

We expect that each 
item of evidence will 
likely touch upon more 
than one standard. 

Written description of how the policies and 
legislation apply to their role and where to obtain 
further information.  

Evidence of understanding the broader impact of 
their role on the business. 
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Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

Knows where and how to seek further information and 
when and how to escalate. 

Can explain how their work contributes to team and 
organisation performance and the potential impacts, 
positive and negative, of their actions. 

Demonstrates an understanding of the broader impact 
and potential consequences of decisions they take. 

S8, S9, 
S10, 
K14, 
B1, B2, 
B3 and 
B4 

Project Management 

 
The Apprentice: 

Demonstrates the ability to prioritise their own 
workflow and to manage work they have been 
allocated, taking in to account organisational priorities 
and rules, to deliver the best service to clients in a 
secure manner. 

Shows awareness of critical timelines and milestones 
and prioritises work appropriately. 

Demonstrates an ability to work independently and to 
take responsibility for their work without requiring 
undue reference to others or close supervision. 

Demonstrates effective time management. Behaves 
productively, professionally and securely such that it 
does not adversely affect their work output and/or that 
of their colleagues, stakeholders or clients. 

Demonstrates a resilient and positive mental attitude 
when dealing with a difficult situation, not giving up at 
the first obstacle and remaining calm when things are 
not going well. 

Evidence of the ability to 
work independently and 
without close 
supervision whilst 
prioritising own work 
and managing all 
allocated work 
effectively. 

Evidence of the 
consideration of critical 
timelines and 
milestones. 

Evidence of productive, 
professional working.  

Evidence of resilience in 
difficult situations. 

Documentation specifying the work and 
performance requirements, the apprentice’s own 
written description of the methods, processes 
used. Relevant log files, screen shots of 
performance. 

 

Employer testimony. 

S7, 
S11, 
K13 
and B1 

Learning and continuous 
improvement 

The Apprentice: 

Seeks new learning opportunities and opportunities to 
develop skills.  

We expect a variety of 
evidence across the 
minimum requirements. 

Plans and documentation specifying the learning 
opportunities and how these were used to develop 
skills and knowledge 
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Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

Uses digital resources and channels to support personal 
performance and their own learning and development 
and shares information about skills and opportunities 
with colleagues. 

Identifies opportunities and generates ideas to make a 
demonstrable improvement to the use of digital tools 
and systems. 

The apprentice’s own written description of the 
digital resources and channels used to support 
personal performance and other opportunities to 
make demonstrable improvements to the use of 
digital tools and systems. 

 

 

S14, 
S15, 
S16, B1 
and B2 

Implementation of Digital 
Technologies 

The Apprentice: 

Demonstrates advanced user skills in their use of 
sophisticated digital technologies and applies these 
skills in different situations – maximising functionality 
to ensure effectiveness and efficiency and selecting the 
most appropriate technology to meet the objective. 
Identifies areas for improvement through digital 
technologies. 

Operates complex information systems, maximising 
functionality for effectiveness and efficiency. 

Monitors performance and takes appropriate action 
when problems are identified. 

Demonstrates they are an early adopter of new 
technologies and new ways of working - and can 
articulate the benefits to others. Able to train, coach 
and guide new users. 

The expectation is that 
the evidence of this is 
captured across all 
Standards. 

Evidence of implementation through product 
evidence derived from using different digital 
technologies to maximise functionality and 
efficiency.  

Clear evidence of selecting appropriate technology 
to meet objectives through specification user 
requirements and job records. 

Evidence of embracing new technologies and 
effectively training and coaching others about 
their benefits, etc. 

S17, B1 
and B2 

Digital Problem Solving The Apprentice: 

Identifies and analyses digital problems and identifies 
and tests potential solutions to resolve the problem.  

Identifies and responds to quality and productivity 
problems to ensure that outcomes are fit for purpose 
and meet needs. 

It is envisaged that the 
apprentice will deal with 
problems escalated to 
them.  

Evidence should 
highlight the 
apprentice’s ability to 
clearly identify the 

Copies of emails regarding the resolution of 
problems. 

 

Fault logs that include details of the problems and 
actions undertaken. 
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Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

Applies structured problem- solving methods, using at 
least one problem solving tool or technique to identify 
and resolve issues. 

Shows they know when and how to seek assistance if 
required and as appropriate, including appropriate 
escalation. 

problem, communicate 
effectively using 
appropriate means and 
in a timely manner to 
those who need to be 
consulted or informed. 
Providing relevant 
information in an 
appropriate format and 
sufficient detail and 
applying appropriate, 
structured problem-
solving techniques. 

Copies of audits and subsequent reports to help 
identify trends and areas for improvement. 

 

Reflective accounts by the apprentice of the 
actions undertaken and how to seek help or 
escalate, as required. 

 

S19 Productivity Software The Apprentice: 

Demonstrates consistent, appropriate use of least three 
productivity applications to create new material and 
edit existing material, across a variety of different 
situations. 

Analyses, formats and presents data and information in 
a variety of different situations and appropriate to the 
audience needs. 

Inputs relevant information accurately so that it is ready 
for processing. 

Evaluates the use of software functions to structure, 
layout and style information.  

Creates, changes and uses appropriate structures 
and/or layouts to organise information efficiently. 

Checks that information meets needs, using digital 
tools and making corrections as necessary. 

Enters and formats text and other information using 
layouts appropriate to the type of information. 

The expectation is that 
the evidence of this is 
captured using at least 
three different 
productivity 
applications. 

Planning documentation produced to support the 
production and editing of new material. 

 

Copies of new and edited materials across a 
variety of different situations. 

 

Audit documentation and subsequent reports. 



 

55 City & Guilds Level 3 End-point Assessment for Digital Support Technician – Digital Applications Technician (9700-12) – Provider and Employer Pack 

Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

Organises and combines information of different forms 
or from different sources for presentation. 

Selects and uses appropriate techniques to edit data 
and presentations to meet needs. 

S18, 
S20, 
B2 and 
B3 

Digital Coaching and 
Communications 

The Apprentice: 

Coaches and guides others in a variety of situations. 
Selects and uses presentation methods and 
communication tools to aid clarity and meaning. 

Provides feedback to others on their use of digital tools 
and techniques in a constructive and considerate 
manner. 

Assists others to use new digital tools and systems. 

Shows an understanding of the different groups and 
key individuals that supply their immediate team with 
information or services and those they supply 
information or service to. 

Develops effective relationships with the groups / key 
individuals that they interface with in their role, using 
the following skills: 

• shows they understands the value and 
importance of good relationships 

• shows they acknowledges other people’s 
experience and strengths 

• shows they understands how to deal with 
conflict 

• shows they promotes teamwork by active 
participation. 

Team/customer/client relationships: 

Evidence of coaching 
and guiding others in a 
variety of situations to 
meet all minimum 
requirements.  

 

 

Documentation used to record coaching and 
guiding activity. 

 

Minutes from team meetings / coaching sessions, 
if applicable. 

 

Performance reviews. 

 

Feedback from the employer and others receiving 
coaching and guiding. 

 

Reflective accounts by the apprentice of the 
actions undertaken. 

 

Explanations by the apprentice. 
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Ref’s Standards area Minimum Requirement Evidence Guidance Evidence types - This list is not exhaustive. The 
evidence produced to support the achievement 
of the outcomes could include: 

• Sets reasonable expectations and keeps 
others up to date with their own progress on 
work tasks. 

• Interacts positively with others. 

• Provides complete and helpful answers in 
response to any queries. 

Stakeholder Relationship: 

• Understands who the key stakeholders for 
their work are and what their `stake’ is. 

• Communicates with stakeholders in a manner 
appropriate to their positions and needs. 
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Appendix 2: Grading 
 
Knowledge tests 
The knowledge tests form part of the End-point Assessment and both the core and chosen optional 
pathway must be passed for an apprentice to achieve the Apprenticeship. The pass mark is 65% for 
both papers. However, the tests are not assessed by the IEPA, as they are onscreen tests externally 
marked as part of the evolve system. They may be taken before or after assessment of the case 
study presentation and interview; the IEPA will not need to consider the knowledge tests when 
assessing the case study presentation and interview.  
 
Case study presentation and interview 
Grading takes place at the end of the apprenticeship, following the End-point Assessment. The 
output is a single grade: fail, pass, merit, or distinction, for the entire Apprenticeship. The grading is 
made by the Independent end-point Assessor, based on a holistic view of the apprentice’s work and 
as evidenced through each of the apprenticeship tasks in the end-point assessment. The assessor 
will consider the employer testimonial, the portfolio and the case study presentation in advance of 
the interview and will note: 

• any initial assessment conclusions 

• questions to explore at interview to test these initial conclusions. 
 
Whilst the Independent End-point Assessor may have some sense of the likely or potential grade, 
this initial and partial assessment conclusion is not communicated, as the grading decision cannot 
be made before all the evidence has been assessed, including the evidence gained at the interview. 
The interview enables the outputs from the testimonial, the case study presentation and the 
portfolio to be explored in more detail – in terms of what was produced and how it was produced, 
address the questions previously identified and to validate, test and amend initial assessment 
conclusions. 
 
The grading decision should be made, bearing in mind that: 

• The bulk of the evidence is contained in the portfolio, and it is the portfolio that presents 
evidence against the totality of the standard 

• The case study presentation provides a test of how well the apprentice can perform, in a 
controlled and comparable environment against a selection of the skills, knowledge and 
behaviours on the standard – a check and a balance on the portfolio 

• The employer’s testimonial provides supporting evidence based on their perceptions of that 
apprentice within their workplace 

• The interview provides additional supporting evidence or clarification of the above 

• There is one grade – and none of the elements are graded separately. 
 
Grading criteria 
There are three sets of criteria on which the assessment and grading is made. The three criteria are: 

• The What: what the apprentice has shown they can do – this is directly linked to the 
technical standards. 

• The How: the way in which the work has been done - details are in the grading matrix. 

• The With Whom: The personal and interpersonal qualities the apprentice has brought to all 
their work relationships – details are in the grading matrix. 

 
Each of these three criteria has minimum (expected) requirements, which must be satisfied for a 
pass. 
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Each of these criteria has several dimensions which should be considered to determine if the 
apprentice is significantly above the minimum (expected) level of quality in this occupation. That is, 
for each of the three criteria there are two levels: the expected level (as defined in the minimum 
requirements) and a level that is significantly above this.   
 

The Grading Decision 
The purpose of grading is to differentiate between those apprentices whose work is at the expected 
level of quality against the totality of the skills, knowledge and behaviours specified in the standard 
and those whose work is significantly above this expected level. 
 

• For a pass, each of the three sets of criteria must demonstrate at least the expected 
(minimum requirement) level of quality 

• For a merit, the What has to be significantly above the level of quality and one of either the 
How or the With Whom has to be significantly above the level of quality expected 

• For a distinction, each of the three sets of criteria must be significantly above the expected 
level of quality. 

 
The Independent end-point Assessor takes a holistic judgement of whether the apprentice’s 
assessments demonstrate that they are significantly above the expected level of quality in each of 
these three areas and can then determine which grade should be awarded. Please see Figure 1 
below: 
 
Figure 1 
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Criteria to Significantly Exceed the Minimum Requirement for the Case Study and Interview 
 
Criteria for the award of a merit or distinction.  
Details of the minimum requirements for a pass are contained in Appendix 1. This section contains the criteria to demonstrate that the apprentice is 
significantly above the minimum requirements in terms of  

1. what they have done,  

2. how they have done it and  

3. with whom they have done it  

 
The What – what the apprentice has shown they can do  
Criteria for a Merit or Distinction  
 

Dimensions  Description of what significantly above the expected level of quality looks like  

Breadth – the range of tools and methods understand and 
applied  

• Understands and applies a wide range of tools and methods  

• Accurately and appropriately applies and effectively implements the right tools 
and methods in a variety of different situations. 

Depth – the level to which these tools and methods are 
understood and applied  

• A sophisticated user - fully exploits the functionality/capability of the tools and 
methods relevant to the work they are undertaking.  

• Extensive and deep understanding of different tools and methods and how and 
why they can be applied in different contexts.  

Complexity – the extent and prevalence of inter-related and 
inter-dependant factors in the work and how well the 
apprentice has dealt with these  

• Deals confidently and capably with a high level of interrelated and 
interdependent factors in their work. 
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The How: the way in which the work has been done  
Criteria for a Merit or Distinction  
The following table shows what the apprentices would need to demonstrate to be assessed as significantly above the expected level for the way in which 
the work has been done. 
 
 

Dimensions  Description of what significantly above the expected level of quality looks like  

Responsibility – the scope of responsibility and level of 
accountability demonstrated in the apprentice’s work  
 

• Autonomously undertakes work and uses discretion in identifying and 
resolving complex problems and assignments and determines when issues 
should be escalated.  

Initiative  • Does not just solve the problem but explores creative or innovative options to 
do it better, more efficiently, more elegantly or to better meet customer 
needs. 

Delivery focus – the extent to which the apprentice has shown 
they can grasp the problems, identify solutions, and make 
them happen to meet client needs  
  

• Shows strong project management skills, in defining problem, identifying 
solutions, and making them happen whilst considering interdependancies 
between their work and others. 

• Demonstrates a disciplined approach to execution, harnessing resources 
effectively. 

• Drives solutions – with a strong goal focused and appropriate level of 
urgency. 
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The With Whom: the personal and interpersonal qualities the apprentice has brought to internal and external relationships  
Criteria for Merit or Distinction  
The following table shows what the apprentices would need to demonstrate to be assessed as significantly above the expected level for the personal and 
interpersonal qualities the apprentice has brought to internal and external relationships. 
 
 

Dimensions  Description of what significantly above the expected level of quality looks like  

Scope and appropriateness – the range of internal and external 
people and situations that the apprentice has engaged 
appropriately and effectively with  

• Internally – works alone, 1:1, in a team and across the company with 
colleagues at all levels. 

• Externally – works with customers, suppliers and partners in a variety of 
situations. 

• Reads situations, adapts behaviours, and communicates appropriately for 
the situation and the audience. 

Reliability – the extent to which they perform and behave 
professionally  

• Consistently delivers, performs and behaves professionally. 

• Manages and delivers against expectations. 

• Proactively updates colleagues. 

• Behaves in line with the highest values and business ethics 

A role model and exemplar to others  • Actively inspires and leads others, takes others with them, leads by 
example. 
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Contact us 

EPA Gateway Team: Initial Reservation and Gateway epa.gateway@cityandguilds.com 

EPA Events Team: Bookings and Cancellations (Post 

Gateway) 

EPA@cityandguilds.com 

Technical Advisors: Sector Specific Guidance Technical Advisors contact details 

City & Guilds Sales Team directsales@cityandguilds.com 

ILM Sales team 01543 266 867 

customer@i-l-m.com 

City & Guilds Customer Services team 01924 930800 (option 5 EPA) 

centresupport@cityandguilds.com 

ILM Customer Services team 01543 266 867 

customer@i-l-m.com 

Digital Sales: on-programme delivery resources Digitalsales@cityandguilds.com 

Digital Credentials digitalsupport@cityandguilds.com 

Digital Credentials: bulk email uploads DCServiceTeam@cityandguilds.com 

mailto:epa.gateway@cityandguilds.com
mailto:EPA@cityandguilds.com
http://www.cityandguilds.com/what-we-offer/centres/technical-advisors
mailto:directsales@cityandguilds.com
mailto:customer@i-l-m.com
mailto:centresupport@cityandguilds.com
mailto:customer@i-l-m.com
mailto:Digitalsales@cityandguilds.com
mailto:digitalsupport@cityandguilds.com
mailto:DCServiceTeam@cityandguilds.com
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Who we are 

As part of the City & Guilds Group, we believe in a world where people and 

organisations have the confidence and capabilities to prosper, today and in the 

future. 

As workplaces evolve, so do we. That’s why we set the standard for skills that 

transform lives, industries, and economies. 

About City & Guilds 

For almost 150 years we have been developing the knowledge, skills, and 

behaviours needed to help businesses thrive, we offer a broad and imaginative 

range of products and services that help people achieve their potential through 

work based learning.  

We believe in a world where people and organisations have the confidence and 

capabilities to prosper, today and in the future. So we work with like-minded 

partners to develop the skills that industries demand across the world.  

City & Guilds Group 

Giltspur House 

5–6 Giltspur Street 

London EC1A 9DE 

www.cityandguilds.com 

Every effort has been made to ensure that the information contained in this publication is true and 

correct at time of going to press. However, City & Guilds’ products and services are subject to 

continuous development and improvement and the right is reserved to change products and services 

from time to time. 

City & Guilds cannot accept responsibility for any loss or damage arising from the use of information in 

this publication. 

©2025 City & Guilds Limited (Reg No 16513878). All rights reserved. City & Guilds is a trademark of 
City & Guilds Limited. 

http://www.cityandguilds.com/



